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ABSTRAK

Nama : Agis Nir Najwan

NPM 213515516121

Program Studi : Administrasi Publik

Judul : Efektivitas Pengelolaan Pengaduan Pelayanan Publik

Melalui Citizen Relation Management (CRM) pada Suku
Dinas Kependudukan dan Pencatatan Sipil Kota
Administrasi Jakarta Selatan

Penelitian ini bertujuan untuk mengetahui bagaimana efektivitas pengelolaan
pengaduan pelayanan publik melalui Citizen Relation Management (CRM) pada
Suku Dinas Kependudukan dan Pencatatan Sipil Kota Administrasi Jakarta Selatan.
Penelitian in1 menggunakan metode kualitatif deskriptif dengan pendekatan studi
kasus. Teknik pengumpulan data dilakukan dengan wawancara, observasi, dan
dokumentasi. Fokus penelitian ini menggunakan teori efektivitas menurut Richard
M. Steers yang terdiri dari pencapaian tujuan, integrasi, dan adaptasi. Hasil
penelitian menunjukkan bahwa secara umum pengelolaan pengaduan pelayanan
publik melalui aplikasi CRM sudah cukup efektif, hal ini dilihat dari semakin
meningkatnya jumlah aduan yang disampaikan melalui CRM dan respon yang
diberikan oleh petugas dalam menindaklanjuti ' laporan masyarakat. Dalam
pencapaian tujuan, CRM mampu menjadi media penghubung antara masyarakat
dengan pemerintah, serta menjadi instrumen penguatan pengawasan dan kontrol
terhadap pelayanan publik: Pada aspek integrasi, CRM mendorong kerja sama yang
baik antar instansi terkait dalam menanggapi aduan masyarakat. Sedangkan pada
aspek adaptasi, CRM mampu menyesuaikan dengan perkembangan teknologi serta
kebutuhan masyarakat. | Namun, masih terdapat beberapa kendala seperti
keterbatasan sumber daya manusia yang menangani pengaduan serta belum
meratanya pemahaman masyarakat terkait pemanfaatan aplikasi CRM. Oleh karena
itu, diperlukan penguatan kapasitas SDM serta peningkatan sosialisasi kepada
masyarakat untuk lebih mengoptimalkan pemanfaatan CRM.

Kata Kunci: Efektivitas, Pengaduan Pelayanan Publik, Citizen Relation
Management (CRM), Disdukcapil Jakarta Selatan, Digitalisasi Pemerintahan.
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ABSTRACT

Name : Agis Nir Najwan

NPM : 213515516121

Study Program . Public Administration

Thesis Title . EFFECTIVENESS OF PUBLIC SERVICE COMPLAINT

MANAGEMENT THROUGH  CITIZEN RELATION
MANAGEMENT (CRM) AT THE POPULATION AND
CIVIL REGISTRATION OFFICE OF THE SOUTH
JAKARTA ADMINISTRATIVE CITY

This study aims to determine how the effectiveness of managing public service
complaints through Citizen Relation Management (CRM) at the Population and
Civil Registration Office of the South Jakarta Administrative City. This research
uses a descriptive qualitative method with a case study approach. Data collection
techniques were carried out by interview, observation, and documentation. The
focus of this research uses the theory of effectiveness according to Richard M. Steers
which consists of goal achievement, integration, and adaptation. The results
showed that in general the management of public service complaints through the
CRM application was quite effective, this was seen from the increasing number of
complaints submitted through CRM and the responsé given by officers in following
up on community reports. In achieving goals, CRM is able to become a medium for
connecting the community ‘with the government, as well as an instrument for
strengthening supervision/ and control of public' services. In the aspect of
integration, CRM encourages good cooperation between related agencies in
responding to community complaints. Meanwhile, in the aspect of adaptation, CRM
is able to adjust to technological developments and community needs. However,
there are still some obstacles such-as limited human resources handling complaints
and uneven public understanding regarding the utilization of CRM applications.
Therefore, it is necessary to._strengthen the capacity of human resources and
increase socialization to the community to further optimize the use of CRM.

Keywords: Effectiveness, Public Service Complaints, Citizen Relation Management
(CRM), South Jakarta Disdukcapil, Government Digitalization.
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